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Abstract 
The Clemson Libraries Campus Feedback Task Force was created to collect feedback from a broad sample 
of campus constituents. This article outlines the Task Force’s approach and how the group effectively suc-
ceeded at the given charge. Seven Libraries employees, each with diverse expertise and a collaborative 
and supportive mentality, worked together to break down tasks and assign responsibilities based on 
members’ strengths, identifying and relying on outside partners as needed. This article will discuss the 
importance of collaboration within a library task force on a project that required skills in online and face-
to-face campus interactions by examining the composition of the group and the initiative’s strengths and 
weaknesses. It will conclude with suggestions for other teams seeking to gather feedback from their com-
munities. 
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Introduction 
Running a task force to meet a common goal 
comes with innate challenges. It takes collabora-
tion, diverse strengths, and partner expertise to 
be effective. In September 2018, the Dean of 
Clemson Libraries created the Campus Feed-
back Task Force to “develop a process by which 
Clemson Libraries can solicit online and in-per-
son feedback from students, faculty, and staff on 
campus.”1 The task force was encouraged to 
complete three objectives: develop an online 
platform similar to “14 Days to Have Your Say,” 
a project created by Western Washington Uni-
versity2; provide opportunities for campus con-
stituents to offer feedback through social media; 
and develop a marketing strategy with a 
hashtag for the initiative. The feedback mecha-
nisms used by the task force were intended to be 
fun and interactive, rather than formal surveys 
or in-person interviews.  
As a result of past experiences, the Clemson Li-
braries Task Force chose to not only collect 
online feedback but also face-to-face feedback, 
which required two distinct areas of skill. In less 
than five weeks, seven Libraries employees—
four staff, two faculty, and one student—
planned and marketed a feedback event to en-
courage students, staff, and faculty to #Tell-
ClemsonLibraries what they thought about the 
library. At the time of the event, the Libraries 
served around 25,000 graduate and undergradu-
ate students, 3,754 staff, and 1,638 faculty.3  Over 
a 10-day span from November 7-16, 2018, the 
task force implemented both an online social 
media and in-person tabling campaign, success-
fully solicited 804 responses, and completed 
their charge. This article will discuss the im-
portance of collaboration within a library task 
force assigned a project combining the need for 
proficiency in online and face-to-face campus in-
teractions by examining the composition of the 
group, and the strengths and weaknesses of the 
initiative. It will conclude with suggestions for 
other teams seeking to gather feedback from 
their communities. 
The Task Force 
Composition 
The success of any group project relies on col-
laboration, building a team that can communi-
cate effectively, and utilizing the unique 
strengths of each member. This begins with 
choosing the right people. The Dean was strate-
gic in appointing seven employees to the task 
force who represented four units in the Clemson 
Libraries: Administration (1), Technical Services 
and Collection Management (1), Libraries Facili-
ties (1), and Information and Research Services 
(4). The Dean also appointed a student to the 
group who was employed as the Library Out-
reach Intern.  This position was created in 2017 
as part of the University Professional Internship 
and Co-up program to assist with outreach initi-
atives.  Due to the position requirements, the 
student had experience engaging with peers in 
and out of the library so adding them to the task 
force ensured all perspectives were present. 
Members brought marketing expertise, outreach 
experience, knowledge of the needs and desires 
of Clemson students, a can-do supportive men-
tality, and organizational and institutional 
knowledge to the team. 
Yet even with ideal team members, successful 
collaboration is a challenge. To ensure a collegial 
and courteous approach to the project, as well as 
to each other, all ideas were welcomed during 
initial brainstorming and each was discussed re-
spectfully with the best outcome for the project 
in mind. The short, high-stress time frame de-
manded a substantial level of engagement, par-
ticipation, and teamwork from each member. 
The task force broke down their objectives into 
manageable assignments, identified and bol-
stered each member’s strengths, communicated 
2
Collaborative Librarianship, Vol. 11 [2019], Iss. 4, Art. 3
https://digitalcommons.du.edu/collaborativelibrarianship/vol11/iss4/3
Smith et al.: Best Practices for the Collection of Feedback 
 Collaborative Librarianship 11(4): 228-239 (2019) 230 
early and often, and identified internal and ex-
ternal partnerships essential to the team’s suc-
cess.  
Communication 
Internal communication was a key factor in the 
success of the task force. Members communi-
cated regularly at all phases, from planning to 
implementation to post-evaluation and report-
ing. The team checked in frequently during the 
project in various ways. Regular meetings were 
scheduled with planned agendas and time for 
creative brainstorming. Impromptu in-person 
check-ins happened when a quick decision was 
required. Updates were sent through email and 
text messaging depending on the urgency or 
number of team members involved. For exam-
ple, a full team update would be sent via email, 
but if two members needed to coordinate stu-
dent volunteers or resolve an issue while ta-
bling, a text message was more appropriate. The 
task force informed all Libraries employees 
about the campaign through the Libraries an-
nouncements and communicated more detailed 
information to those supporting and promoting 
the event. The team’s final report and raw data 
were also distributed via email across the Clem-
son Libraries. This combination of methods en-
sured that all styles of communication and situa-
tional needs were taken into consideration dur-
ing the project. 
Working to the Strengths of the Members 
Throughout the process, the task force worked 
to the strengths of the team. The Libraries Mar-
keting Communications Coordinator was tasked 
with marketing, the Library Specialist who regu-
larly conducts outreach was tasked with coordi-
nating daily tabling for the campaign, and the 
Library Outreach Intern served as a peer repre-
sentative of the student population. As the initi-
ative gathered both online and face-to-face feed-
back, there were two types of feedback plat-
forms to be managed and advertised. The In-
struction Coordinator, who taught a course on 
the use of educational technology, suggested in-
cluding the vlog platform FlipGrid to encourage 
students to leave short videos of their Libraries 
experiences. A Library Specialist who works 
closely with student workers gathered a group 
of volunteers diverse in age, race, gender, and 
majors for face-to-face tabling. The Library Out-
reach Intern, having design experience, created 
logo mock-ups from which the team voted for 
their favorite. The “10 Days to Have Your Say” 
campaign title and the chosen logo, which incor-
porated the hashtag #TellClemsonLibraries, 
were used across feedback platforms. (See Fig-
ure 1.) The Library Facilities Security Coordina-
tor had connections with various buildings on 
campus and with the Clemson Area Transit 
(CAT) bus system and was able to partner with 
CAT to post flyers on buses, as well as gain cam-
pus permission to post them in academic build-
ings. The Library Specialist with contacts at and 
experience working with Campus Banner + De-
sign, a team of students affiliated with the Divi-
sion of Student Affairs that provide high-quality 
design and printing services, collaborated with 
the department to create physical signage for 
marketing. Each task force member brought dif-
ferent experiences, skills, and connections to the 
group.
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Figure 1. Logo 
 
 
Marketing  
Successfully soliciting campus feedback relies 
on an impactful marketing campaign and 
providing ample means for feedback. Since the 
campaign included a face-to-face tabling ap-
proach and online feedback, marketing played a 
monumental role in tying these together, which 
demanded a large time commitment. The task 
force’s main concern was promoting both plat-
forms across campus to procure responses in the 
short time allotted. Marketing took skilled coor-
dination and communication between the task 
force, Libraries employees, and campus partners 
to ensure that this goal would be met. To accom-
plish this, the Marketing Communications Coor-
dinator was assigned to oversee the marketing 
strategies in close collaboration with fellow task 
force members, who checked in regularly to con-
firm that each aspect of the campaign was on 
target or in motion. 
At the first planning meeting, the task force de-
liberated over the campaign’s appeal to students 
and its fit with Clemson’s culture and climate. 
After discussion, the team moved forward with 
the campaign title of “10 Days to Have Your 
Say,” a truncated version of the original 14-day 
campaign to accommodate students’ fall break 
schedules. Members then envisioned branding 
to provide marketing uniformity and generate 
recognition for the campaign through social me-
dia, print, and digital publicity. 
The social media and digital marketing strategy 
included the creation of a blog website that con-
tained ground rules, FAQs, Instagram, and 
FlipGrid widgets. Visibility was crucial, so the 
Libraries Web Developer advertised the blog us-
ing a ribbon on the Clemson Libraries homep-
age. To further raise awareness of the campaign, 
the Marketing Communications Coordinator 
and her student assistant scheduled frequent 
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promotional posts across three social media 
platforms—Instagram, Facebook, and Twitter. 
Clemson’s student newspaper, The Tiger, also 
ran a feature on their website to further high-
light the campaign. 
The print marketing strategy combined the facil-
itation of many moving pieces, including collab-
oration with campus partners to create and dis-
tribute marketing materials. Eight outdoor step 
stake signs were created by Campus Banner + 
Design. (See Figure 2.) The task force then veri-
fied guidelines and permission requirements for 
distributing the step stakes on campus and 
worked together to install them in strategic loca-
tions. Task force members also placed flyers on 
study tables, cork boards, and office doors at all 
four campus Library locations, along with plac-
ing bookmarks at the main services desk and in-
side incoming Interlibrary Loan requests. Six 
posters, one for each tabling location, were 
printed using Clemson Computing & Infor-
mation Technology (CCIT) services. (See Figure 
3.) CCIT is a Clemson Libraries partner and is 
housed in the main library. Finally, the team or-
dered 36 t-shirts for volunteers to wear. All print 
marketing, like social media, used the #Tell-
ClemsonLibraries logo. 
The task force proposed a budget to the Dean 
for approval to cover the cost of printed materi-
als and participation incentives. Seven Amazon 
gift cards worth $25 or $50 each were drawn at 
the end of the 10 days—two for Instagram par-
ticipants, two for blog participants, and three for 
in-person participants in the initiative. Students 
who submitted a response were eligible for the 
drawing; tabling participants could enter using 
an entry slip and online participants were auto-
matically entered. To encourage in-person re-
sponses at tabling locations, the team purchased 
eight bags of candy and 200 King of Pops popsi-
cles to give away, along with the remaining t-
shirts. The task force chair and the Marketing 
Communications Coordinator collaborated with 
the Libraries Business Officer to complete all 
purchases following Clemson University guide-
lines.  
Tabling Initiative 
The 10-day campaign collected feedback on the 
blog and social media platforms from November 
7-16, but members of the task force previously 
had more success with in-person feedback strat-
egies. As a result, tabling at six locations across 
campus was incorporated into the plan to en-
courage in-person participation in addition to 
online feedback. This turned out to be the most 
successful method of feedback. Planning and 
implementing the tabling logistics took a great 
deal of coordination between task force mem-
bers and Libraries employees. At the first task 
force meeting, the team considered logistics, in-
cluding pros and cons of tabling at multiple lo-
cations, the number of volunteers needed, types 
of incentives to entice student participation, and 
implementation dates and times. 
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Figure 2. Step Stake Signs 
 
 
 
 
6
Collaborative Librarianship, Vol. 11 [2019], Iss. 4, Art. 3
https://digitalcommons.du.edu/collaborativelibrarianship/vol11/iss4/3
Smith et al.: Best Practices for the Collection of Feedback 
 Collaborative Librarianship 11(4): 228-239 (2019) 234 
Figure 3. Poster 
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The team decided to table at six locations across 
campus with heavy student foot traffic: the li-
brary bridge; the fitness center; the student cen-
ter; a new residential complex; a new dining 
hall; and a popular walking route between 
buildings. (See Figure 4.) Tabling was set up 
from 11:30 a.m. to 1:30 p.m. on the eight week-
days of the 10-day campaign, as it was assumed 
weekend foot traffic would be low. All six loca-
tions were used for the first and last days so that 
the campaign started and ended strong with 
high visibility. The six weekdays in the middle 
rotated between the two most highly trafficked 
locations. Partnering with the King of Pops 
stand at the library bridge location on the first 
and last days added to visibility and incentiv-
ized participation. A total of 200 popsicles were 
handed out, and even in chilly November they 
ran out within the first hour of tabling. 
The task force identified each step required to 
implement tabling and assigned tasks based on 
team members’ strengths to aid collaboration. 
The Library Facilities Security Coordinator man-
aged the use of the tables while two Library Spe-
cialists coordinated the physical materials 
needed to conduct tabling and replenished ma-
terials once volunteers returned at the end of a 
shift. Materials included sticky notes and pens 
to write comments, posters to stick the com-
ments to, easels to hold the posters, candy bowls 
and candy to thank constituents for participat-
ing, slips to enter the gift card drawing, and bal-
loons for added flair and visibility. A Library 
Specialist sought out volunteers and coordi-
nated scheduling, briefed volunteers on their 
duties via email at sign-up, and gave quick re-
freshers when volunteers picked up tabling ma-
terials at the main library. Depending on the 
day, there were 12-15 volunteers to manage. 
 
Figure 4. Poster with Students’ Feedback 
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The task force quickly realized it could not 
solely rely on its seven already taxed members 
to table daily for eight weekdays, especially as 
members were unavailable at times due to other 
commitments. Spreading the workload was not 
only a logistical decision, but the task force 
thought it more effective for student volunteers 
to be the face of the Libraries in soliciting feed-
back from peers. While not completely feasible, 
the goal was to pair at least one Clemson Librar-
ies employee with one student volunteer at each 
table. At the last meeting before the 10-day cam-
paign began, the team confirmed volunteer 
schedules. Team members remained flexible to 
assist where circumstances required, and several 
stepped up to cover locations that were short-
staffed due to volunteer absences. 
Online Feedback 
The digital feedback opportunities were pro-
vided in three ways: blog entries, social media 
posts, and FlipGrid posts. The task force collabo-
rated with the Clemson Libraries Web Devel-
oper to design a “10 Days to Have Your Say” 
blog, which promoted the posting of conversa-
tional feedback with commenting capabilities. 
The blog also contained a user-generated tag 
cloud, ground rules, FAQs, Instagram, and 
FlipGrid widgets. Blog posts were vetted daily 
by the Libraries Facility Security Coordinator 
before posting to ensure they complied with the 
ground rules.  
At the time of the initiative, the Clemson Librar-
ies had roughly 1,500 followers on Facebook, 
3,500 on Twitter, and 1,300 on Instagram. De-
spite these numbers, and 897 hits to the blog 
during the event, the task force found that 
online submission platforms were the least uti-
lized. Of the 804 total comments, the blog re-
ceived 35, Facebook, Instagram, and Twitter re-
ceived a combined total of 6, and FlipGrid was 
not utilized at all. Most comments (763) came 
from the tabling initiative, but posts received on 
the blog were the longest and yielded more de-
tailed information. Despite the low level of digi-
tal participation, the Marketing Communica-
tions Coordinator promoted the initiative to in-
crease the number of Clemson Libraries follow-
ers.  
Strengths & Weaknesses of the Initiative 
Meaningful Results 
Within a short, high-stress, two-month time 
frame, the Campus Feedback Task Force suc-
cessfully collaborated to complete their charge 
and collected a total of 804 comments from con-
stituents across campus. The success of the task 
force is evidenced not only by the number of 
comments collected, but also by subsequent im-
provements to the Libraries. This feedback led to 
the Clemson Libraries purchasing more mobile 
whiteboards, iPhone and Android chargers for 
checkout, and office supplies for student use in 
the building. The largest and most impactful 
feedback addressed was the shortage of study 
space. The Libraries added an additional 338 
seats in the main library by relocating approxi-
mately 140,000 journal volumes off-site.  
What Worked Well 
The opportunity for constituents to provide 
feedback both online and face-to-face was one of 
the strongest designs of the campaign, and ta-
bling was the most successful. The large number 
of comments received via this method was likely 
due to several factors. Strategic placement of ta-
bles in high traffic areas during busy lunchtime 
caught the attention of many students, and en-
gaging volunteers and incentives encouraged 
participation. The combination of library em-
ployees and students at the tables was also effec-
tive as their range of experiences interacting 
with the campus population complemented one 
another. Several student volunteers had experi-
ence covering a branch services desk and one of 
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our Library Specialists tables at university orien-
tations. The diversely talented team of volun-
teers was invaluable to the campaign.  
Though the blog did not receive high feedback 
numbers, the task force found it extremely use-
ful as a landing page for the campaign. It acted 
as a public communication avenue to provide 
contextual information for participants and, at 
the end of the 10-day period, the task force con-
tinued to use it to post updates. Gift card win-
ners were announced, and a summation of the 
responses was posted. This included visualiza-
tions of the data as well as a PDF of all raw data 
collected. The task force also posted their future 
plans to respond to the input, which made the 
Libraries accountable for acting on the feedback 
received. To help manage the blog, the task force 
created a LibGuide that acted as internal docu-
mentation of the campaign. Several widgets on 
the LibGuide powered content on the blog site. 
With this setup, team members could fix widget 
issues on the LibGuide without relying on the 
Libraries Web Developer. 
The greatest determinant of success was the col-
laborative and communicative environment fos-
tered by the task force. Members’ diverse skills 
and knowledge, campus connections, and en-
thusiasm for success all contributed to the high 
rate of feedback attained. All members of the 
task force worked together to brainstorm ideas 
and volunteer time to bring the vision to frui-
tion. The campaign would not have been suc-
cessful if the team had not collaborated well to-
gether and been flexible with their time. That 
this was a top-down initiative from the Dean 
was also paramount. With few constraints 
placed on the project and full administrative 
support, the task force was provisioned a 
budget to cover necessary expenses and supervi-
sors approved the shift in focus required by 
team members working on the initiative, while 
also encouraging student workers to volunteer 
for this centralized library project. 
Areas for Improvement 
An outreach project of this scale required exten-
sive collaboration, and the short timeframe 
posed several challenges. First, task force mem-
bers needed to reallocate a large portion of their 
time to plan and market the project to accommo-
date existing obligations. Second, it made it dif-
ficult to quickly gain buy-in and participation 
from those outside the task force whose sched-
ules were already filled. Finding, properly train-
ing, and scheduling volunteers for each of the 18 
tabling shifts proved difficult, which was com-
pounded by the busy time of the semester near 
mid-term exams, fall break, and the Thanksgiv-
ing holiday. As a result, several volunteers 
backed out at the last minute and training was 
not always sufficient. Unforeseen inclement 
weather further limited tabling hours and loca-
tions. Task force members made last-minute de-
cisions to move tabling inside the main library 
or cut tabling hours short on several occasions. 
While this limited time to collect feedback, it sig-
nified the strengths of task force members in 
making quick decisions as circumstances 
changed. 
The short timeframe also meant the task force 
had less time to market the campaign and com-
municate across campus. An extended market-
ing schedule could have provided additional 
time to partner with other campus and commu-
nity groups, promote the blog as a feedback op-
tion, and further increase awareness about the 
campaign. Instagram, Twitter, and Facebook 
participation and use of the hashtag were lower 
than expected, which may be indicative of the 
short timeframe or a need for more aggressive 
social media promotion. The Marketing Com-
munications Coordinator managed social media 
marketing with little input from the task force, 
and this event was held prior to the creation of a 
social media marketing plan for Clemson Librar-
ies. With more support from the team, social 
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media could have garnered more campus partic-
ipation and prove to be a successful method of 
gathering feedback. 
The data collection method also suffered from 
the short timeframe. For example, a specific 
feedback prompt was not formulated, so each 
tabling volunteer used their best judgment to 
determine questions or statements to solicit 
feedback. Different prompts were used based on 
trial and error and what grabbed students’ at-
tention. They ranged from, “Tell Clemson Li-
braries what you think,” to “How can we im-
prove? What can the Libraries do better?” The 
differences in these statements resulted in di-
verse responses. During data analysis, it became 
difficult to know to what question each partici-
pant was responding. This also meant probing 
questions were not used. If a student said the li-
brary needs more space, there was no follow up 
to ask, “what kind of space?” to gain specific re-
sponses. As research, this process was not rigor-
ous, therefore the results are not generalizable to 
a larger population. In hindsight, a more rigor-
ous and consistent data collection method 
would have produced a higher degree of confi-
dence in the feedback collected. Better planning 
and communication could alleviate these incon-
sistencies. 
Suggestions for Other Libraries 
Running this task force successfully hinged on 
many factors: a hand-picked team of people 
with diverse skills; a collaborative and support-
ive spirit; a clear charge and common goal bro-
ken into objectives and smaller tasks; strategic 
use of each member’s strengths to assign re-
sponsibilities; communication early and often; 
and identification and reliance on campus part-
ners. Assigning responsibilities based on indi-
vidual strengths allows each member to take 
ownership in their tasks and feel empowered to 
make decisions. Task force members encoun-
tered unexpected obstacles during the 10-day 
campaign, but with the empowerment of deci-
sion-making, they resolved issues efficiently. 
The task force, as a whole, performed better 
when each member had a leadership role and 
did not rely on one person to make every deci-
sion.  
Soliciting feedback both face-to-face and online 
was successful because the team understood 
Clemson students’ preferences for in-person in-
teraction and the popularity of social media on 
campus. We encourage others interested in start-
ing your own campaign to do the same if it fits 
with your user population’s behaviors and 
needs. If tabling is an avenue you wish to ex-
plore, we recommend doing so during multiple 
times of the day, such as a few hours in the 
morning, afternoon, and evening, to reach a 
wider range of constituents. Also, since engage-
ment is crucial, comprehensive training for 
those staffing the tables may improve their con-
fidence in asking people for feedback. If digital 
feedback is an avenue you choose, be sure to 
market each platform as part of the campaign 
and encourage participation. 
Including a student on the task force is essential 
to gaining representation of and insights into the 
student population. Our Library Outreach In-
tern brought thoughtful suggestions as to what 
might appeal to students, graphic design skills, 
and a computer science background that helped 
track, measure, and interpret the feedback data. 
Involving undergraduates in interesting and fun 
library initiatives can also increase the pipeline 
to the profession. Exposing students to mean-
ingful and structured library work, in collabora-
tion with a team of library professionals, allows 
students to effectively envision themselves 
working in a library full time. The skills gained 
from this experience led the student team mem-
ber to a full-time academic library position.  
 
 
11
Mason Smith et al.: Best Practices for the Collection of Feedback
Published by Digital Commons @ DU, 2019
Smith et al.: Best Practices for the Collection of Feedback 
 Collaborative Librarianship 11(4): 228-239 (2019) 239 
Conclusion 
This article has shown the importance of collab-
oration within a library task force assigned a 
project combining the need for proficiency in 
online and face-to-face campus interactions by 
examining the composition of the group, and the 
strengths and weaknesses of the initiative. It 
provided suggestions for other teams seeking to 
gather feedback from their communities in a 
unique way. Task force members saw long term 
results from this collaboration as the Clemson 
Libraries made major changes to address partici-
pants’ feedback. What began as a team of seven 
employees from across four Libraries depart-
ments—a group that had never worked together 
as a cohesive unit before—ended with strong, 
trusting, and supportive relationships. These 
strengthened relationships changed internal 
work dynamics by building closer ties between 
units and promoting a larger environment of 
collaboration and communication across the 
Clemson Libraries. 
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